BEST AVAILABLE COPY 



Traditional 
Service Desk 



,4 



Service 
Providers 



ii 




Corporate 
Service Data 



/ 

Service 
Consumers 



pevices i 



Commercial j 
Applications 




^ |0l 

Desktops 
Servers 
Network 
Storage 

CRM 
ERP 

Systems 
ISP 



Accounting 
HR 

Operations 
Payroll 

Manufacturing 



fo 



Fig; 1 



Express mail label no.: EJ622909355US Deposited: February 9, 2004 



BEST AVAILABLE COPY 




Service 
consumers 
request service, 
communicates 
fault/exception 



402 



Consult service 




policy for this 




particular 




consumer 





404 



406 



Automatically 
initiate actions 
based on the 
service policy 



Consult or initiate 
service provider 
tools 



408 

J 



Log or otherwise 
communicate the 
service event, e.g., 
for business 

impact analysis 



410 



Fig. 4 



